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1 ​The definitions below are adapted from:  Office of Fair Trading. 2010. ​Mapping Consumer Redress: A 






























































































2 Kirkham, R., ​Regulating ADR: Lessons from the UK​ in: CORTES P. (ed.) ​The New Regulatory Framework for 
Consumer Alternative Dispute Resolution, ​2016  
3 Citizens Advice, ​Understand Consumer Experiences of Complaint Handling​, ​2016 



























































































































































































































































































7 The discrepancy in findings between our research and the European Commission’s findings is based on the 
fact that some ADR providers deliver more than one discrete ADR scheme. In our research, each discrete 


































8 As noted above, our research found a total of 54 ADR schemes had been approved under the ADR Directive. 

































9 ​Doyle, M., Ritters. K. and Brooker, S., ​Seeking resolution: the availability and usage of consumer to business 
alternative dispute resolution in the UK​, 2004​. London: National Consumer Council/DTI. Brooker, S. 2008. 
Lessons from Ombudsmania​. London: National Consumer Council. Office of Fair Trading. 2010. ​Mapping 
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13 In relation to the table above, please note that water/sewerage is a statutory area, regulated by Ofwat. 
However, the ADR scheme itself – the Water Redress Scheme – is voluntary and not covered by any regulation, 
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Cortes P., The Impact of EU Law in the ADR Landscape in Italy, Spain and the UK: Time for Change or Missed 
Opportunity? ERA Forum (2015) 16: 125. doi:10.1007/s12027-015-0388 
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“So I really wanted some vindication that there was an issue, and I                         
wanted them [the ADR scheme], because they have, some                 
authority and powers, I wanted them to actually do something,                   
because sometimes these firms only react to punitive measures,                 
like a fine or a sanction of some sort. They were taking no notice of                             









“I had no, let’s say, opinion of whether I thought the [ADR scheme]                         
people would be effective, because I mean I’d only just started, I                       
had no experience to draw on. But I was confident that I had a                           
case, if not I personally can’t see the point of going trying to claim                           










































































A recurrent theme for a number of consumers was that it was “easy for me” to                               
use the ADR scheme because they had kept good records and were quite                         
organised. A number reflected that, if consumers had not been so diligent, it                         





















































































































































“Because it was partly to do with managing my expectations, I                     
think, as much as anything. It’s like, oh, so there were some rules,                         








“Again just frustrated because I just didn't think they were listening                     
or explaining to me, you know I mean they could have very early                         












































“I’d expect them to have a background in the industry that they’re                       
dealing with… and ideally have a background in customer and                   
consumer advice, certainly in a service, because it’s no good just                     







































































































































































































































































































































































































“I wouldn't have got my cheque back if it hadn't been for the                         


































































































































































































































































































































































































































































































































































































































































































































































































































































24 Job titles grouped in this category include: accountant, managing director, marketing officer, sales manager,               
paramedic, teacher, civil servant, negotiator, chartered engineer. 
25 Job titles grouped in this category include retail assistant, support worker and school lunchtime supervisor. 
26 Respondents were asked whether their complaint had been upheld or not upheld but they were often                 
unable to understand the outcome of their complaint in those terms. Instead, they talked about whether they                 
had got what they wanted as a result of their complaint. Often it seemed liked the complaint had been upheld,                    
at least in part, but consumers had wanted more. We have, therefore, classified perceptions of outcomes as                 
follows: negative = consumer did not get what they wanted; mixed = consumer got part of what they wanted;                   
positive = consumers got everything they wanted (and more in some cases). In addition, four of the                 
respondents contacted Citizen Advice and received advice on their ADR options. Their complaints were either               
still being dealt with or the respondent was yet to contact the ADR provider.  
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 to help people overcome their problems.  
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